
OFFICE OF RESOLUTION MANAGEMENT

MEDIATION TRAINING INITIATIVES



BASIC MEDIATION SKILLS

Course No. 00.ORM.EE

Course Type: Classroom

Course Length: 4 1/2 Days

Training hours:  33.5

Description:
The course focuses on the VA's facilitative co-mediator model and is designed to
provide participants with the knowledge and skills necessary to be neutral, third party
mediators and to assist parties to settle disputes.

Target Audience:
This course is designed for EEO officials, human resource personnel, managers,
supervisors and VA employees interested in becoming mediators for the Department of
Veterans Affairs.

Comment:
This course is required for the EEO Mediation Certificate Program.

How You Will Benefit:
• Define mediation/co-mediation and its usefulness as a problem solving

technique;
• Assess sources of conflict and select a conflict management style appropriate for

resolution of conflict;
• Use essential mediation skills of listening, speaking, and inventing options;
• Initiate appropriate responses in common mediation scenarios, by dealing with

issues of feelings, anger, power, and impasse;
• List the steps of the mediation process;
• Draft a written settlement agreement; and
• Relate issues of ethical principles to the mediation process.
• 

What You Will Learn:
• Causes and dynamics of conflict
• How to serve as a mediator
• Communicating to solve problems
• Using mediation in EEO and grievance disputes



SENIOR EXECUTIVE MEDIATION SESSION

Course No. SEM-00-JCA

Course Type: Classroom, teaching formats include lecture, small group
    exercises and demonstrations, including a mock mediation by the
    trainers.

Course Length: 3 Days

Training hours:  21.5

Description:
The course focuses on promoting the Department's mediation initiatives and provides
the education that Senior VA Officials need to market mediation as a means of
informally resolving cases that involve allegations of workplace discrimination.  The
course also provides an overview of the Department's mediation program and gives
needed information on the root causes of discrimination complaints and the benefits of
early intervention.

Target Audience:
This course is designed for VA Senior Executives, Managers, and Supervisors.

Comment:
Persons completing this program will receive mediator certification from The Justice
Center of Atlanta.

What You Will Learn:
• Overview of Department of Veterans Affairs ADR Program
• Use Mediation as a Means of Early Resolution of EEO Complaints
• Overview of Conflict in Society and the Workplace
• Individual Personal Style and its Relationship to Conflict
• Communication Techniques Used in Mediation
• Mediation Components
Ø Preliminary Matters including intake procedures
Ø Opening statement by mediator
Ø Opening remarks by the parties
Ø Joint Discussion and Option Exploration
Ø Caucus and Reconvening after Caucus
Ø Agreement Writing and Closure

• Strategies for Negotiation Used in Mediation
• Troubleshooting tips for Mediators
• Legal Considerations, Ethical Issues, Confidentiality, and Evidence



EEO  MEDIATOR MENTORING PROGRAM

Course No. ORM-00-MED-01

Comment:
This initiative provides EEO professionals selected as mediators the opportunity to gain
the mediation experience required by the Equal Employment Opportunity Commission
(EEOC).

Target Audience: ORM and VA EEO Professionals who have successfully completed
the Basic Mediation Skills Course (00.ORM.EE) and who, during role-play and group
exercises, demonstrated the fundamental skills desired of mediators, i.e., creativity,
maturity, calm-demeanor under stress, good communication, analytical, listening and
problem-solving skills.  Others must perceive participants as neutral and caring and able
to deescalate hostile situations.  Participants must have at least five years of federal
experience and the desire to become a mediator based upon an understanding of the
time commitment involved in developing and refining mediation.

Program Description:
EEOC regulations require that persons certified as mediators complete, (1) 20 hours of
basic mediation skills training; (2) at least three co-mediations with a qualified mediator
or five independent mediations; and (3) receive positive evaluations and references
from at least two qualified mediators or trainer/evaluators.

Since June of 1999, over 150 ORM and VA EEO professionals have been trained in the
art of mediation.  Of the 150 who completed basic mediation skills training,
approximately 40 EEO professionals demonstrate the fundamental skills desired of
good mediators.   The EEO mediator mentoring program facilitates the EEO Mediator
certification process by providing an opportunity for those 40 employees to co-mediate
actual cases with seasoned mediators.  Only those who complete the program and
demonstrate exceptional skill will be certified as EEO Mediators.

Mediation cases that involve allegations of discrimination will serve as the primary
source of cases for participants enrolled in the mentoring program.   To avoid conflicts
of interest (real or perceived), Participants will not be assigned cases that originate
within their respective jurisdictions, but may be assigned cases from a neighboring
jurisdiction.

Michael Lang, Professor of Conflict Resolution at Antioch University and experienced
mediators identified by Mr. Lang, will co-mediate these cases with the participants
selected to participate in the mentoring program.  Participants must first complete the
Basic Mediation Skills Course, meet the criteria listed above, and demonstrate a talent
for mediation.



Seasoned Mediator Trainers will coach and mentor participants.  Coaching will take
place on site, at the VA facility were the participant practices.  Trainers will:

1. Co-mediate with each participant in one or more sessions, and provide one-on-one
coaching and consultation following these mediations.

2. Observe each participant in one or more mediation sessions, and provide coaching
and consultation following these sessions.

3. Meet with groups of participants at each ORM facility for the following purposes: (a)
conduct a supervision group at which participants can discuss cases and specific
skills or questions that have arisen with these cases, and (b) help them develop a
model for conducting peer supervision groups.

4. Provide a written evaluation/assessment of each participant, using criteria already
developed and in use in the Basic Mediation Training programs.   Those criteria are:

§ creativity
§ maturity and calm demeanor under stress
§ good communication and analytical skills
§ listening and problem-solving skills.
§ ability to apply proper mediation techniques for joint sessions

Note:  An effective mediator must be perceived as neutral and caring and must be
able to deescalate hostile situations.  He or she should have at least 5 years of
federal experience and the desire to become a mediator based upon an
understanding of the time commitment involved in developing and refining
mediation.

5. Will provide written evaluations for each person who successfully completes the
program. Those participants who successfully complete the program will be certified
as mediators.



ADVANCED MEDIATION SKILLS

Course No. ORM-AMS-00-01

Course Type: Classroom

Course Length: 3 Days

Training hours:    21.5

Description

Who Should Attend:
Persons who have mediated at least 3 co-mediations or at least 5 single mediations.
Non-EEO personel who wish to mediate EEO cases must attend this course.

How You Will Benefit:
• Mediate within the EEO arena
• Improve questioning, reframing and summarizing techniques
• Coaching to improve communication

What You Will Learn:
• EEO Theories of Discrimination
• EEO Law and Regulations
• Facilitative mediation process
• Mediation models and styles
• Techniques for dealing with strong emotions, violence and breaking impasses
• Mediation evidence and witness handling



MEDIATOR TRAIN-THE-TRAINER PROGRAM

Course Type: Classroom

Course Length: 9 days

Continuing Education Credit:  67 hours

(Phase I)

Description:  This course teaches seasoned mediators how to convey their knowledge
of mediation to others.  It focuses on developing the training skills needed to deliver a
comprehensive mediation curriculum.

Target Audience:
This course is for seasoned mediators who desire to train others in the art of mediation
and mediation awareness.

How You Will Benefit:
• Develop a personal tool kit of great training techniques
• Handle audience feedback and questions with confidence
• Assess whether learning has occurred
• Give polished presentations
• Create small group exercises to reinforce your points
• Develop familiarity with different types of training media

What You Will Learn:
• Key learning outcomes and how they are best taught
• A variety of instructional methods (presentation, demonstration, discussion,

fishbowl, case study, role-play, games)
• Proven training techniques for large and small groups

(Phase II)

Description:  During Phase II of the Mediator Train-the-Trainer program, seasoned
Mediator instructors use demonstration, review exercises, discussion, and
behavior modeling to teach students how to deliver the curriculum.

• Communication Skills—Modeling of Teaching
Skills.

• Conflict Module—Modeling of Teaching Skills.
Review of this portion of the module; review
exercises; discuss unit objectives; discuss
content as well as teaching methods.



• Mediation Curriculum Overview & Course
Design.   This presentation explains the
learning dynamics that underlie the design
of the course materials.  Trainers will gain
an in-depth understanding of how
mechanisms by which the course can
facilitate behavior change in the
participants.

• Mediation Process—Modeling of Teaching
Skills. Overview of this portion of the
module; review exercises; discuss unit
objectives; discuss content as well as
teaching methods.

• Agreement Phase—Modeling of Teaching
Skills

• Caucus Zone—Modeling of Teaching Skills

• Introduction Phase—Modeling of Teaching
Skills

• Legal Ethical Issues—Modeling of
Teaching Skills

• Lesson Planning; organizing time;
scheduling activities/timing

• Pre-Mediation Phase—Modeling of
Teaching Skills

• Principles of Adult Learning Theories of
how adults learn are reviewed with a
discussion of their application to the
workshop materials.

• Problem Solving Phase—Modeling of
Teaching Skills

• Story Telling Phase—Modeling of
Teaching Skills



• Teaching methodologies-Feedback
sessions— Setting up role plays; How to
provide adult learners with feedback during
a break-out session; demos

• Training Logistics

• Your Role as a Trainer

• Awareness Training—Modeling of
Teaching Skills; what is an awareness
training, purposes, goals, methods,
materials

• Debrief and Critique of Lesson Plans

• Presentation Preparation; in small groups,
with faculty support/advice/guidance

• Participant Presentations



VIDEO:  "COACHING THE MEDIATOR STUDENT"

Length:  1 hour

Focuses on the coaching techniques that Mediation trainers should use to develop new
mediators.  The video targets new mediator trainers and helps to ensure continuity of
instruction among all VA mediation trainers, enhancing the trainers' skills in the art of
coaching new mediators.

VIDEO:  "THE MEDIATION ZONE"

Length:  31 Minutes

Mediation, a tool for alternative dispute resolution, is an optional approach to
discrimination complaint resolution at the local level; therefore, the VA population and all
equal employment opportunity professionals must be familiar with the mediation
process.  This video covers EEOC and VA National policies concerning ADR and offers
mediation as an alternative means of resolving discrimination complaints and other
workplace disputes.  The video is available for VA Officials, Union Representative, EEO
Officials, HR Offices, Regional Counsel, and Training facilities.

SATELLITE BROADCAST:  " THE MEDIATION ZONE"

Nationwide Satellite uplink of "Mediation Zone" broadcast to market mediation and
introduce "Mediation Zone Video Tape".

FUTURE INITIATIVES:

• Mediator Update and Refresher Course
• National Training Initiatives for VA Facility & ORM ADR Coordinators
• National Awareness Training Initiative targeting Union and Management Officials

(joint sessions)
• National Credentialing or Certification of Mediators through the Federal Mediation

and Conciliation Service




